
IV. CONCLUSION

Slamming is a pervasive form of consumer fraud that regulatory

authorities have, to date, been unable to quell. As new telecommunications

markets are opened to competition, the incidence of slamming is likely to

increase dramatically. Indeed, intraLATA toll slamming is already occurring at

rates that can only be characterized as endemic.

Slamming protection is perhaps the only effective means by which

consumers can protect themselves against this growing scourge. It is both ironic

and disturbing, therefore, that Mel apparently seeks to limit the availability of

this consumer protection mechanism and to place a cloud over slamming

protection programs with vague and ambiguous rules. Slamming protection

must continue to be available to consumers, and it must continue to be offered in

a way that ensures its effectiveness. To the extent MCl's proposals are

inconsistent with these goals, those proposals should be rejected.

Respectfully Submitted,
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Gary Phillips
Mark Kerber
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(202) 326-3817

June 4,1997

22



EXHIBIT A

Ameriteeh Dlinois Ex. 4.0, Page 1 (Thomson)

BERUTUl. DSIlMONX Of
J.XNNE THQMSON

Q. Pl.....tate ,.our name and buaiD... adclreu.

A. My DIID1e ia Lynne ThomlOD and my buaiD... addreu i8 2000 West

Ameritech Center Drive, Hotfma E.tatM, II1inoia 60196.

Q. By whom are you employed and in what capacity?

A. I am employed by Ameritech .. a market reaearch manqer in the

Con.umer Servie.. buaiu.. wait.

Q. Pleue duenDe your educational baclqroUDd?

A. I received a BA from the UDiverlity of North Carow in 1983, an MBA

from Tulane UDivenity in 1987 aDd a Ph.D. in CommUDicatioDl Studiel
from Nortbweetem in 1990. The emphaail oimy Ph.D. etudi.. was .urvey

reaearch methodology.

Q. Ple888 duc:ribs your work aperieDce?

A. I have worbcl u a market reaearcher Iince 1989. From 1989 to 1992 I

worked firat part time wbile I w.. finithinl my Ph.D. aDd then tW1 time in

the reaearch department at DDS Needhem Worldwide, a larp Cbicaco

advertiliq apnq. In 1992 I left Needham tojoiD the l'Mearch department

at McDoDald'. Corporation in Oak Brook, ad in 1994 I came to Ameritecb

in the lame capacity in which I work DOW. OFFICIAL FILl!

ILL C.C. CCCJ(!T NOH/,. /If) ZS; ~(, -otldtI
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Ameritech IlUnois Ex. 4.0, Page 2 (Thomson)

)4y primary relponsibility at McDonald'l and n09f at Ameritech is

conducting quantitative and qualitative market research studiee to provide

consumer insi,hta for bUlineu decision making. In general I design

studio, select the proper sample of people to interview aDd write the

queetioDnairu. I hire a reaearch company to actually interview the people

I have selected and they return the data to me. I then analyze the data,

write reports and otherwise make the findings available to the

organization.

Have you testified previoWily before tbia Commiasion?

No, I have not.

What is the purpose of this testimony?

I will respond to the testimony of Sprint witneu Michael NeIlon (p. 6) that

the problem or ,lemming -doea not mat in the 1+ intraLATA or local

markets." Our research in the intraLATA markets in Michigan and

Wisconsin shows that this is not true. To the contrary, intraLATA

slamming is very common.

Q. Pleue dumbe the research.

A. We conducted two aeparate awveya, one involviDg 600 Michi,an customers

and one involving 585 Wiaconain CUltamers, who had their iDtraLATA

PICa awitched.

Q. What was the purpose of the Michigan 8tudy?

A. On Januazy 1,1996,10 percent ofMichige achangea were opened to

IntraLATA toll competition. By mid-January approximately 4.700

MichilaD customers had switched carriers. Ameritech'. toll product
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Ameritech Dlinois Ex. 4.0, Page 3 (Thomson)

Q. How wu that reaearch deaiped?

managers wanted to know why th••• customers had Iwitched. In

particular they wanted to know if there was 80mething about Ameritech's

service that caused the switch, or were they responding to an offer from

another carrier.

If:ift..1

• Monthly spending

/ • DcmoJrllllbics

I
lnf

oxmcd
BIPCD' I

• Reuons for cIwI..
,. Satisfaction

• PossIbWty of uaaud10rizccl swir.cbi.na
• Desire to swirch back to Amerirecb

If

BMic BCD'

• Awareness and
understanding
ofchange

• Actions which
could have
precipiwed
change

A. In addition to determiDing the lpeci1ic reaaODa why cuatomera milht have

left Ameritecb, I uo wanted to find out whether customera were aware

that they had switched, so I wrote the queltionnaire in four separate

sections 80 that the questioJUI would be tailored to their own level of

understanding. The questionnaire i. fairly complex but the followinC

schematic may make it more undentandable.
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Ameriteeh Dlinois Ex. 4.0, Page 4 (Thomson)

What did you find in the Michigan relearch?

How reliable are thea. findings methodologically?

Thu. findinp are quite reUable. We started with a list of cultomers whose

intraLATA PIC. were Cb8Dled. We took that liat and MDt it to ClJ

Reaearch in Arlinrton Heights. Dlinoia. They do a great deal of talephone

8unreyin, for us. They had previoualy prop'ammed the lurve)' into their

CATI ')'Item 110 that interviewers were working off of 1CJ'ee118. insuring

that the complicated skipping pattern waa followed correctly. Their

software selected number8 from the list randomly for their interviewers to

call. nua aaaures that within the bounds pouible with a telephone

interview we achieved a random lample of customers on the list.

Q.

A. As ,bOWD in my Exhibit 4.1, we found that two-thirds of the reapondenta

were UDaware that their IntraLATA toll PIC had been switched. and that
one-halfof the respondents appeared to have been slammed. Of the two­

thirds of customers who did not realize that they bad changed their

intraLATA toll PIC. about hali' of them (one-third of all chan,ed customers)

believed the)' had made an interLATA PIC change. but Dot an iDtraLATA

chan,e. These custome1'8 were 8oft-.lammed. That ia. they believed they

were changing only their interLATA PIC, but their intraLATA PIC had

al80 been chan,ed. The other third of changed customers could not

remember making any PIC chance at all. The.e customers can be divided

into customera who were bard-slammed (PIC. chan,ed with no customer

input at all) and thole who are confused. This I!'oup is divided

approzimatel)' equally between hard-slammed customers and confused

customers. Thus, in total. about one-third of the customer. who changed

intraLATA PIC. were aware of the chan,e, about one-third were soft-

slammed, about one.sinh were hard-slammed and about one-sixth are

confused.
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Given that we completed 500 interview8 and that those interviews represent

1~ of all of the numbers that had been switched, the maximum 8ampling

error at a 95t5 ccmfidence level was four percentq. points. All of the

numbers reported here were ditJerent by more than four points, so the

findings are statistically significant. All in any st~dy there will be 80me

non-8ampline error. However. we followed standard practices in this study

and five percent of the interviewl were validated by supervisora 10 I have

every reuon to believe these results are an accurate picture of our

customers' perceptiona. Moreover. these finclil1ls were very nearly

replicated when we ran a slimmed·down version of the same questionnaire

in Wisconsin four weeks later.

Q. What was the purpose of the Wisconain study and bow was it deaigned?

A. When our manalement team in Wl8Consin heard about the very high level

of confu8ion we found in Michi,&n they wondered if there were similar

levels in Wiscon8in. They asked us to run a 8tudy in their state. Since the

purpose of this aecond study was to document confusion rather than learn

why people had consciou8ly choaen to switch we dropped many of the

questions from the Informed Battery that wu used in Michigan. We also

dropped our recent contact requirement to make it as complete a picture of

these people as poll8ible. In all we completed 585 surveys in Wisconsin. 25%

of the total population.

Q. What did you find in the Wisconsin research?

A. A. ahown in my Exhibit 4.2. we scam found that two-tbirda of the
respondents were W18ware that their intraLATA toll PIC had been

switched. and that one-half of the respondenta appeared to have been
slammed.



Ameritech Ulinois Ex. 4.0, Page 6 (Thomson)

Q. Based on theae atudi.. do you believe any 01 the companiea bringing this

complaint may be guilty of .lemming customers' intraLATA PIC in both

Michigan or Wisconsin?

A. Ya, I do. Mel appears to be the worst offender. but we have found people

who have switched to each of the big three and had their intraLATA toll

PIC switched without their knowledge. The table below outlines the

number of people in each study who were unaware their toll had been

switched but had recently switched long distance carrier.

222.
116

82

7

18

Wissousin

Switched LD 151
Switched to Mel 101

Switched to AT&T CD

Switched to Sprint

Switched to otherlDK 12

Q. Does this conclude your testimony?

A. Yes. it does.
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Arneritech Consumer Unit's First Defectors Study
Jlnuary.l_

ByL~ 'nIomscn, COl'II'II'Mf Mltkd R....ch

O\'en't,m
AT"T appearS 10 be at1alptin. to I" 1heir GUrrent customcn to switch !heir toll sm;co to them,
ofTerina savinas Oft 11M newl)' combined biU, In GOn1rul Mel appears to be more or lesl soft
slammina people \\'ho switch to it for IonJ distance service. \\'e did not pick up sianiflClftt
mentions or an)' o1hor euricr.

In addition to INs soft slammina 1he... may be sipificant bard slammiDc; howeY«, Civtm 1hc hilh
level ofconfUsion man)' customers may be confUsed in lDSWerinI our questions. We need to
investisate this more before we malt. any claims to 1he PUC.

• "Ve talked to '00 Michilln ~sumcrs who hi,.. had lDtraLAT.i\ pic chane's filed on their blhalf.
• Sixt)'-five percent Slid 1hey were unaware their taU carrier had bun chanaed.
• The unawllt were rouahlY tvtnly divided _1We.D Ihoac who had taken lOme action such as

chanain. Iona dis1aDce carrier or lipins up for a plan that would sUllest1hey had been soft
slammed. and those \\'bo could not remember any such action. sullestmc1hey were either
confused or had been hard slammed.
• MCI seems to be die wont otTender on soft slammina, accountinl for two-1hirds to

AT"Ts one-1hird. So 0.... cam... lot Iiipificant DIentions.
• .~ likely estimar. is 1haf of Ib.t 30010 ofrelpondents who don' believe lhey did an)1Nnllo

brina on 1M chanco at leut balf were confused and tho others were hIrd slammed.
• Given the difficulties ofuIcin& questiom in lhis catelor)' we can't teillhose two

Foups apart. However, since u many II 15~ofall cul'tomers who had pic
chules filed ma)' have been slunmod we should recontact those people to fand out
'XKdy what happened, pedaap. I.nina copi.. of their bill to It. if their
InterLATA pic wu also chulled, and if 10 to what company.

• Fourty-(our perCtnt or1be unawu. Midihe)' would like to he,". their toll senice s~itched

back 10 Ameriteeb, wi1h ano1ber twenty percent unsur•.
• Only a small percent of1hom called chc number we al\'e 1hcm ript away, .

SUI&ostina 1hat we can't rely on consumer ou1raae to Withem back. even if1hcy
did not particulltly want to So.

• Of Ibe 35% who were aware they bad dused. two-lhir'ds (200.... of the total) bad simply
chanl.t toll curl.., almost alwaYlloml to AT"T,
• Overwelminlly 1bey said dley W«e aware that AT"1 and Am«iltcb w.... seperac.

complfties Ibcup 1bey may have became informed by ATA'rs clirect mail piece or our
questioa.

• Many of1bem may bave been 'iPi up for a uvinas plan without realWni it because in
the open-end.t question lhcy said 1hcy switdM=d 10 let lower prices on IonS distance and
toll caUs. 11Mre wu also 101ft. appeal to conaoliclatinl all non-locaJ calls wi1h oae
COft\paDy.



65%

104 ll~o

69 14~'
4 llV.

IntraUTA Toll Swltchen in Mlchlean

All R'apondeng
(#) (~)

500 10~o

177 3'1,/.
ToW
A,,'are IheY had chan••d toll camcr

Just cMnl.d pic
Chanlod when chanaecl LD
ChanCed when sipd up for plan

N~aw.c 3D
Rec:cntly chanlod LD 163
ReCC1tJy sipcd up for plan 9
Someone else in houle m&)' have au1borized 5
Appear to be coDAaseci 74
Not ob\iously confilsedlLikely hard slam 72
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The key reason for swi1dUnS wu 1ft expectation ofmoderate S&\ing5 on both toll charles and the
total bill.

Custom...s who switehod toU caUl to AT&T append to be a"'ltO that .-\T~T wu different &om
Ameritech, though "'e may have sensitized 1bem to tis by ukinC1he question.

Switdaed toll to ATAT
S~·jtsbod Toll only Switched w.'LD S\\jlcb~ w nd\\' plan

Knowingl)' s",itched 1011 to ATAr II 40 4
.-\ware AT&tT sepllate 73 83~ 27 68~. 4 100~'.

'Think 1be sa.me compan)' 11 13% 12 30'/.

Ratts for Toll C.ll.
14"_
36~o

230/.

21%

II 15~.

8 8~

1 l~.

7 , ....

Total biIJ
J2o~

530/.
270·.

10J0
IO.1t.

~ .
About 20.,. of the cu.tamer. hid knowin,ly switehod Ihcir 11011 RITicr.
• £ighty.fi.... percent ofthac went to AT"r,

Knowina'''' cbanaed toll can;er/
Did NOJ chanco LD !?T plan

! ~
104Tocal

ChanSed to;
AT&tT
Mel
MFS
OtherlDK,

Much cheaper
Somewhat cheaper
About the same
More o"PCftsive
OK
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Company recendy switebed to for LO

ConfilsediPossible Hard Siun

Customers who switched to MCI were more libly not to realize they had swi~hcd th.ir
!alraUTA canier.
• ATAT appears to be makina som,.ffort to inform them oflhe chanae.
• Very few ofthose who were awve the). were chan,in.1heir Hr\;ce said dw). !houCht the).

bad 10 chanae.

QJbu

---16
12
4
o

3%

AIAI
~ 'to- -&5

4' '3~
40 4?tO,

ill
101
'0
1

9

~ .Iamminl is 10ft slunmin.. nearly always cominl when 1M person chan,.
lon, distanee curi... and didft't realize the loll NMc. was also beina switeMd.
• Mel accounled for rw~1hirds oflhese. compared to AT"Ts one-third.

LTnaware ofCbance in Toll Carrier
(.) (0 0)

m ~
112 S3°.

l'DawU" ofchaDte in toll canier
Apparent soft slam

Switchod LD
Switehod to Mel
S\\;tched to AT"T
SwiteMd to other
Siped up (or plan

~. ~

Total chansina LD GUrier 131
l'naware chana' 1n1raL.~TA 9' 734J.
Aware chan•• JnnLATA 36 21%
Thoup were REQL'IR.£D to chanae. 6
·of1bose who were aware 1hoy wore changinc
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"Jbir1Y percent of1he.people we taJbd to could not recall doine anylhine that would result in their
.,11 service beina SWltdIod. Moroover. almolt all of1hcm said they did not dUnk anyone el.. in
their household would have liven permission. whether Chat person .....s .uthorizod to do so or not.

lA desilninS the study I had conceptu.lized of these people as confUsed and therefore did not ask
them which campan)' was 1htir toU CIIriIr. This was bccauN in 1M past we have found lbat it
doesn't pay to ask many questions ofpeople who are conA-d since we can't tell what their
answers means liven 1heit conNsion. Howevar.aiven Ihc relatively larco number of these people
in this ~.telory it may pay to recontact 1hem and try to ucartaiD whether the)' were confused or
were lanuinoly slammed. In particular 1he halfwho said lllat the chanle was in error are likel)' to
actually have ....n slammed. W. bavllhIir numbers and CUl recontact them. W. ma)' want to
uk them to send us bir phone bills or some1hina else lhat would show if1heit InterLATA pic
has also beeD .witched and if so to ,.bat compuy.

96°.

S4~.

27%
19%

72
47
31

80
40
29

Unlware:~laimed no chlllle in to or plans
.. .'.. ..- -151,

Bcli"'"1 chanae was made iD error
)"1'
no
DK

-
Would prefer to be switched bKk to Ameritech

yes
no
DK

Total
0ttNr person in bh could ha\'O made chance
No one else would have made chaqe
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Febnaar, 2., 1996

Study

peat 10 be larlcly confused about c:hanscs in &heir InUILATA pic

YSIS Wisconsin custDmen who had recently had InttaLATA pie
Yone-ehird were aWl& that &hey had chosen 10 chanae rhe company

or IOU calls. The others were split between thole who appear to have
,iDltheir LD pic and Ihose who don't belieyc chey did anylhina to brinl
lams.

CUSlOl1lers in Wi.sc:onsift
lelcction.

TO: John Schafer- I aeplato,",
c: Lee Valent, Jason Few, Jadlne Cbou, Mark Kerber, Linda Lanl
FROM: Lynne no n

Subject: WI.consln

We had CJl Research s
chanaes flied foe &hem.
Carry;.nl thelt InlraLAT
been slammed while c
about &he chaDlCt likely

--•

-•

...•
-•4

•
,

• AT&T appem 10 be most IUlesaiyc in lOlicitin. clean chanps,lctunS 64.. of the
changes amona peop who were awan: they were chanainl.

• The AT~T an.cs were comin.two-to-one from existin. AT&tT customen, the rest
from people. 'IChin, 10 &hem.

• In conll'aSl, Mel is th mOSI agressive at slamminl, wiMin. halfof all customers who appear
10 have been slunme .

• 70 percent o( ustomers .witemna ID Mel appear 10 have been slammed.
• We can'lle1J from . data who is raponsiblc (Ot what appealllO be slams. We may W&nIID

obWn pennission Ci thee customm &0 inYeSbaate thell' ICcounr.s further.
• JUSI oyer halt 0( tho who were slammed (everyone who did not remember authorizinl a

clwlp) would prefer be chanaed back to Amerite.eh.

John, this is what we hay found. What fonn would you lite the rcawu in so that they will be
most useful 10 you. I can prepare a shon repon with a methods section. or somethinl else if your=' Plcuc let me bo .
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Only one-Ihird of us&Omen were .WIIe their account had been chanpd.
Fourrcen pe=nl . &hey had not had any canuel and believed their ICCOUftli had been chanaed in
error. 1beIe api to be clasaic hard slaml. Founy-one percent had had some contaCt with a
company, but did I believe they had authorized a chan.. There are thincen pe~enl whose
answers su.acst y are confused or olhcrwise can'. be classified.

Wisconsjn I)e·pje-ed 5lYsb
Nymbers Perq:nt

Tow Surveys m 1m
Ocan Swir.cha 183 31,.

Just swir.chcd lOS 18,.
ALDlAwareIN tNquired 71 13'1
APIanIAw ocrequited I

Contact Slamt 241 41C1
ALDlNot.w 222 38,.

4~A:f:
12 2,.

A PlanlNOl IW S lCJ,

4 Plan/Aware' uircd 2

Said nol do anythi 133 23,.
Believe chanp 84 14~
0Ihcr 49 8,.

Od\er confusedID 28 SCI,

Most of Ihe clean I lChes were to ATAT, mOSl of me .lams to Mel.

Numbc;r$ AT&T
Swiachin. to

MCl Sprint Qhcr
Clean Swir.ched .w 111 41 4 IS

Just swiached
(64~) (26") (2") LI!I.l

105 79 19 1 6
~ LDlAwlR'lNol Wmd 17 37 28 3 9

,J

A PlAnIAwarelNo requiJed 1 " J

Slams m 81 123 8 23
(36'11) (51'1) (3tfJ) un)

222 82 11.5 7 18
12 1 1 1 3
.s 2 1 2
2 2
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lU1t over hal(of a1IleSJ~lenlS who appear to have been slammed would prefer 10 corne back 10
Amerircch fot dIeIe

Numbea Prefer IQ swi"b b"k '0 MmrcgTOf&1slams 402 211 53..COnCKt Slams 241 101 45.,
Said not do an)'thin. 133 90 68.,
Orner contusedIDKlNo wer 28 13 46.,



Carrier Q[lnd Totals
lWnQIa QbJg \MsGonsln IAII1

January 2511 &40 20M 1982 1290 IS77
F 1D1c[ 1801 390 927 . 1049 1504 4671
Ie IJ1Ui 1603 0 219 0 430 2252
B ilGIb 524 0 93 0 234 8t.i1
Total a928 390 1239 104& 11cte Tn4
M .Inter 1116 356 985 724 551 3732
A !mm 1038 0 480 0 327 1846
A imb 413 0 160 0 118 681
Total 25e7 366 1615 724 986 1218
A 1Dtt[ 669 463 1258 738 6<43 3569
P !ntm 899 0 1278 0 191 2368
R Dmb 378 0 502 0 170 1050
T~tal 1~6 46J 3036 738 904 6987
Ii JnlAr 13G6 635 315 1193 475 4014
A 1ntra 1025 0 21 0 191 1~37

Y amn 498 0 0 42 73 613
!Total lS1g 835 338 'l~ T;S~ 1S14

iJ In1Al 0 0 0 0 0 0
u tcua 0 0 0 0 0 0
N 1mb 0 0 0 0 0 0
TOC.I 0 0 0 0 0 0
J JD1ac 0 0 0 0 0 0
U !.a1cI 0 0 0 0 a 0
L 11mb 0 0 0 0 0 0
iTotal 0 0 0 0 0 a
A I.D1at 0 0 0 0 0 0
U 11Ura 0 0 0 '0 0 a
G IiQ1b 0 0 0 0 0 0
Tota' a 0 0 0 0 0

s !aLe! 0 0 0 0 0 0
I! lCUi 0 0 0 0 0 0
P ilmb 0 0 0 0 0 0
ITOClt 0 0 0 0 0 a
0 lDlm: 0 a 0 0 0 0
C leD 0 0 0 0 0 0
T 8mtl 0 0 0 0 0 0
Tocat 0 0 0 0 0 0
N !miL 0 0 0 0 0 a
0 1n1m 0 0 0 0 0 a
v imb 0 0 0 0 0 0
Tota' 0 0 c 0 0 0
0 taw 0 0 (f" .• 0 0 0
E J.nUa 0 0 0 0 0 a
c BQJb 0 0 0 0 0 0
Total 0 0 0 0 0 0

~arn.r

O,.nd To~1 13n1 2084 8310 OIas 5097 35560

EXHIBIT B
I

AMERITECH Confidential 109 AMERITECH Conf'ldential



EXHIBIT C

NEWS RELEASE

Public Service Commission of Wisconsin

"PHONE SLAMMING"-BE AWARE!
IT COULD HAPPEN TO YOU

Contact: Jeff Butson (608) 267-0912 May 31, 1996

The Public Service Commission of Wisconsin (PSC) cautions consumers to beware of

•SLAMMING. " Slamming is the telephone industry's term for when a customer's long-

distance telephone service is switched from one carrier to another one without the customer's

knowledge or consent.

According to the PSC's records. complaints regarding slamming have risen

dramatically since the beginning of 1995. The first quarter of 1996 showed the sharpest

increase.

TO AVOID BEll'lG Sl.A\iMED:

• Review your long distance telephone bill closely for irregularities.

• If you receive a call asking you to ci"~ge long-<:iist3.nce providers. but you do

not want to do so. make sure you clearly refuse the ca.ller·s services.

• If you are only interested in their information. make sure they understand that

you are only interested in receiving information and do not want to be switched at that

time.



IF YOU HAVE BEEN SLA.\fMED:

• Call your local telephone compnay and ask to be switcbed back to your

original carrier;

• If charges for the calls you made are higher than they would be with your

original provider, ask to have your calls re-rated; and

• Ask for Primary Interexcbange Carrier (pIC) change protection which means

that a local telephone company cannot change a customer's long distance provider

without the customer's written consent.

Consumers have the right to be switched back to their original provider at no charge

if they have been slammed, however, they may have to pay for any long distance charges

incurred while using the unauthorized provider.

For assistance call;

• Your loca.ltelepbone company,

• The Public Service Commission at 1-800-225-7729. or

• The Better Business Bureau at 1-800-2";'3-1024

h: \J1.B\NewsRel\SJammng.New
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